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‘COMPLAINT INVESTIGATION FORM 


If there is an issue with more than one veterinarian please file a 
separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


FOR OFFICE USE. ONLY. 


Date pacaiveds« une. lb. ADD Case Number: A = IZA 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 


Name of Veterinarian/CVT: 
Topaz Veterinary Clinic 


1804 E Southern Ave UNIT 9 


Premise Name: 
Premise Address: 
city: Tempe State: AZ Zip Code; 85282 
Telephone: (480) 345-6500 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT?: 
Name: Meaghen Sharik 


Address: 
City: eee State: 3 Zip Code: # ae 


Home Telephone: Cell Telephone: 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


C. PATIENT INFORMATION (1): 
Ruby 


Name: 


Breed/Species: American short hair 


PATIENT INFORMATION (2): 

Name: 

Breed/Species: 

Age: ae ee ee Sex: Color: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


My complaint is that they didn't provide care in an emergency situation. 


WITNESS INFORMATION: 
Please provide the name, address and phone number of each witness that has 


direct knowledge regarding this case. 
Meaghen Sharik _nemiiiemeatnn 
Trevor Warren . 


Attestation of Person Requesting Investigation 
By signing this'form, | declare that the information contained herein is true 


and accurate'to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 


investigation of this case... 
Signature; _ (- a 
Date... | OW V2 20 


F, ALLEGATIONS and/or CONCERNS: 
Please provide all information that you feel is relevant to the complaint. This 
portion must be either typewritfen or clearly printed in ink. 
| called Topaz Monday morning, June 1, regarding my cat Ruby. | let the woman who 
answered the phone know that | had noticed Ruby has labored breathing. She asked 
me a dozen questions about her vet history, and scheduled us for an appointment for 
June 9. Ruby:didn't make it to June 9, | found her dead on my bed June 8. | now know 
that labored breathing is an emergency situation, and they should have handled it that 
way either making arrangements to see her sooner or directing me to another clinic or 


emergency hospital. 


Rev 6.14.17 


Tracy Riendeau <tracy.riendeau@vetboard.az.gov> 
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Complaint- Topaz Veterinary Clinic 
1 message 


‘Tue, Jun 16, 2020 « at 42: 59 PM 


Meaghen Sharik 
To: tracy. tiendeau@vetboard. az. gov 


| am filing a complaint against Topaz Veterinary Clinic regarding their lack of care or advice in an emergency situation, 
that resulted in my cat Ruby dying. | am forwarding an email conversation with the clinic, and have attached the 
complaint form. 


Sincerely, 
Meaghen Sharik 


ae Forwarded message --------- 

From: <staff@topazvet.com> 

Date: Fri, Jun 12, 2020 at 1:57 PM 

Subject: RE: Complaint eardng Y vour “care” 

To: Meaghen Sharik cas=—sammee Pe 


Hi Meaghen, 


We can assure you that additional staff training for both present and future staff members is one part of the actions that 

were taken along with other measures. We do train our receptionists how to determine which patients need emergency 

treatment and we understand that, in your case, the receptionist you spoke with did not recognize the severity of Ruby's 
symptoms during your conversation. For this, we are truly sorry and we would never want this to happen again. 


Take care, 
Dr. Marzke and Dr. Berthiaume 


Topaz Veterinary Clinic 


From: Meaghen Shark e===Ee———— 
Sent: Friday, June 12, 2020 11:22 AM 

To: staff <staff@topazvet.com> 

Subject: Re: Complaint regarding your “care” 


Thank you for a response. | understand you have taken some measures, but this wasn't just a bad day for Ruby, she 
passed away because | wasn't advised to take her to an emergency hospital. | need to know that you didn't just tell the 
receptionist that labored breathing is an emergency. | want to know that this is built into all training material for anyone 
joining your practice in the future and you have a list of "emergency symptoms" that can be referenced in real-time by 
those taking calls. | trusted your practice as experts in this scenario, and you fell drastically short, with fatal 
consequences. You can't bring Ruby back, but | need reassurance no future patient will suffer the same fate. 


Meaghen 


On Fri, Jun 12, 2020 at 11:38 AM <staff@topazvet.com> wrote: 
Dear Meaghen, 


| We are so very sorry for your loss. After receiving your email, we conducted an internal review to find out how and 
why this happened and we have taken action. We know that this sadly does not change anything for you or Ruby but 
we want you to know that we take this very seriously and we appreciate you letting us know what happened so we 
could make the necessary changes. Our thoughts are with you. 


Sincerely, 
Dr. Marzke and Dr. Berthiaume 
Topaz Veterinary Clinic. 


coon Original Message----- 
From: Meaghen Sharik .<m a —— 
Sent: Thursday, June 11, 2020 2: 12 PM 

To: staff@topazvet.com 

Subject: Complaint regarding your “care” 


To the doctors of Topaz, 


| called Monday morning, June 1, regarding my cat Ruby. | have a dog, Roger, who has been seen by you, but Ruby 
would have been new. | jet the woman who answered the phone know that | had noticed Ruby has labored breathing. 
She asked me a dozen questions about her vet history, and scheduled us for an appointment for June 9. Ruby didn't 
make it to June 9, | found her dead on my bed June 8. | am beyond devastated. | now know that labored breathing is 
an emergency situation, and | am at a loss as to why your clinic didn’t handle it that way. Either making arrangements 
to see her sooner or directing me to another clinic or emergency hospital. My gut told me to find another vet, but | 
trusted you to know better than me. And | learned the hard way that | was wrong to trust you (or whoever you have 
answering your phones). | couldn't have made a worse mistake with choosing Topaz. 


| Sincerely, 
! Meaghen Sharik 
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TOPAZ VETERINARY CLINIC 
1804 E. SOUTHERN AVE. SUITE 9 
TEMPE, AZ 85282 

(480) 345-6500 


Arizona State Veterinary Medical Examining Board 
1740 W. Adams St., Suite 4600 

Phoenix, AZ 85007 

June 26, 2020 


To Whom it May Concern, 


Enclosed are the requested records for Case 20-123. We have a limited amount of 
information because we never actually saw this patient so there are no medical records 
other than an email communication with the owner. Please let me know if you need any 


additional information. 


Sincerely, 
Sis Mala Borlriag Bw 


Sarah Marzke Berthaiume DVM 
Topaz Veterinary Clinic 

1804 E. Southern Ave. Suite 9 
Tempe, AZ 85282 

(480) 345-6500 


[RECEIREgy 
| JUN 99 202 
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Ms. Meaghen Sharik has been a client at Topaz Veterinary Clinic with her dog since February, 
2017 but she has never brought her cat, Ruby, to see us and has never had any prior records 
from her cat sent to us. We received an email from her on June 11, 2020 with a complaint . In 
that email, she let us know that she had called on June 1, 2020 regarding her cat and she had 
scheduled an appointment to bring her cat in to be seen on June 9, 2020. After the call on June 
1, 2020 we did not hear anything more from Ms. Sharik until June 8, 2020 when our clinic 
called to confirm her appointment for June 9, 2020 and she informed us that her cat had passed 
away that morning. The appointment was then cancelled and once an appointment has been 
cancelled on our Cornerstone software, we are unable to retrieve it from our software to find 
out the details of the appointment including who scheduled it. We did call Cornerstone to see 
if we could retrieve this information through our Cloud back-up storage service with them so 
we could discuss this with the appropriate staff member but they informed us this is not 
possible. 


Ms. Sharik claims in her email that she told our receptionist during her call on June 1, 2020 that 
her cat was having “labored breathing” but we have no recording of this conversation or 
written documentation of this conversation, so we do not know exactly what was said. This is 
because these notes are included in the appointment scheduler notes and would have been 
deleted when the appointment was deleted. In her email she also claims that our receptionist 
did not tell her that labored breathing was an emergency or recommend that she take her cat 
to an emergency clinic or another hospital right away. We are a busy clinic and are currently 
booked out for appointments for 1-2 weeks so it is not unusual that a non-emergency 
appointment would be scheduled out this far. However, we have reserved daily appointment 
slots available for emergencies and, if those slots are full, our receptionists are trained to speak 
with one of the doctors here to find out if we can work in another emergency or if they should 
refer the client to an emergency clinic. Without knowing exactly what Ms. Sharik said to our 
receptionist about her cat’s condition, and with no prior history to have alerted anyone to pre- 
existing respiratory or cardiac conditions, | do not know if the appointment was scheduled for 
June 9, 2020 because Ms. Sharik did not give our receptionist enough information to 
understand the severity of her condition or whether her cat’s condition did not sound severe at 
the time but progressed without Ms. Sharik calling again to let us know that her cat was getting 
worse. Despite our clinic being available by both phone and email between June 1- June 8, Ms. 
Sharik never called again with any concerns or updates about her cat’s condition that may have 
alerted us that we needed to see Ruby before June 9, 2020. 


After receiving Ms. Sharik’s email, | spoke with our office manager and she spoke with our staff 
members to see if she could get more information about the June 1, 2020 phone call. Our 
current employees do not recollect scheduling this appointment, but we recently terminated 
one of our receptionists who was working that day and was the most likely one to have taken 
this call. We terminated this receptionist on June 12, 2020 for performance problems that had 
been discussed with her prior to this call and not just because of this call. We did not speak 
with her about this phone call before she was terminated because we already had other 
reasons for the termination. 


i responded personally to Ms. Sharik’s email expressing our condolences for her loss and 
assuring her that we had taken steps to look into her concerns and complaint. | did not go into 
specifics, but | assured her that we do train our staff to handle emergency situations and were 
taking steps to address her concerns. | did not hear any more from her until | received the 
notice that she had filed a complaint with the Arizona Veterinary Medical Examining Board 
against Topaz Veterinary Clinic. We are aware that she has posted her complaints on social 
media platforms and we have not responded to these posts because we responded to her email 
personally. 


Since receiving this complaint, we have had a staff meeting to specifically address this 
complaint and make sure again that everyone who answers the phones is able to recognize 
emergencies and either have these patients be seen by one of our doctors right away if we can 
handle the case or make sure to refer to our several available 24 hour emergency clinics in the 
region if we are unable to take the case. Of course, their ability to recognize an emergency is 
dependent on clients providing enough information to make this determination and this can 
sometimes be a challenge. We also have a list of emergency symptoms by our phones that our 
receptionists can refer to for help recognizing an emergency. 


| have enclosed the only records we have for “Ruby” which are related to our communications 
with her after her cat passed away as we have no medical records from our clinic or prior 
records from her. 


Sarah Marzke Berthiaume DVM 
Topaz Veterinary Clinic 


June 26, 2020 


VICTORIA WHITMORE 
- EXECUTIVE DIRECTOR - 


DOUGLAS A. DUCEY 
- GOVERNOR - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS STREET, STE. 4600, PHOENIX, ARIZONA 85007 
PHONE (602) 364-1-PET (1738) * FAX (602) 364-1039 
VETBOARD.AZ.GOV 


INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: PM Investigative Committee: Adam Almaraz - Chair 
Amrit Rai, DVM 
Cameron Dow, DVM 
Brian Sidaway, DVM 


STAFF PRESENT: Tracy A. Riendeau, CVT - Investigations 
Marc Harris — Assistant Attorney General 


RE: Case: 20-123 
Complainant(s): Meaghen Sharik 
Respondeni(s): Sarah Berthiaume, DVM (License: 3519) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 6/16/20 Laws as Amended August 2018 
Committee Discussion: 11/3/20 (Lime Green); Rules as Revised 
Board IIR: 12/9/20 September 2013 (Yellow) 


On June 1, 2020, Complainant called Respondent's premises to report her cat, “Ruby,” a 
13-year-old female American Short Hair was having labored breathing. An appointment was 
scheduled for June 9, 2020. 

On June 8, 2020, the cat passed away. 


Complainant was noticed and appeared telephonically. 
Respondent was noticed and appeared telephonically. Attorney David Stoll was present. 


The Committee reviewed medical records, testimony, and other documentation as described below: 
e Complainant(s) narrative: Meaghen Sharik 
e Respondent(s) narrative/medical record: Sarah Berthiaume, DVM 


20-123, SARAH BERTHIAUME, DVM 


PROPOSED ‘FINDINGS of FACT’: 


1. On June 1, 2020, Complainant called Respondent's premises to report her cat was having 
labored breathing. Complainant reported that she has been a client at Topaz Veterinary Clinic 
for some time; however they have not seen this cat. Wnen Complainant called, she stated that 
the receptionist asked her multiple questions regarding the cat’s history and then scheduled the 
cat to be seen by a veterinarian on June 9", 


2. On June 8, 2020, Complainant found the cat dead on her bed. She stated that she now 
knows that labored breathing is an emergency. Complainant feels that arrangements should 
have been made to see the cat sooner by Respondent's premises, or she should have been 
referred to another premises or emergency facility wnen they could not see her right away. 


3. When the premises called to confirm Complainant's appointment, Complainant explained 
the cat had passed away. The appointment for the next day, June 9, was canceled and 
deleted from the system. 


4. On June 11, 2020, Complainant emailed Respondent's premises to express her concerns 
about how the situation was handled. 


5. The following day, Respondent emailed Complainant to express her condolences and to 
advise that an internal interview was conducted on how and why this occurred and that action 
was taken. Additionally, Respondent relayed that additional training along with other measures 
were taken. The receptionists are trained to determine which patients need emergency 
treatment and understood that in Complainant's case, the receptionist she spoke with did not 
recognize the severity of the cat's symptoms. Respondent apologized again. 


6. Respondent stated in her narrative that they are a busy clinic and are currently booked out 
for appointments 1 — 2 weeks in advance. However, they have reserved daily appointment slots 
available for emergencies and if those slots are full, the receptionists are trained to speak with 
one of the doctors to find out if they can work in another emergency or if they should refer the 
client to an emergency clinic. 


7. Respondent explained that once the appointment was canceled, it was deleted in the 
system which included who the receptionist was that made the appointment and the pet 
owner's concerns. They are unable to retrieve the information form their software. Thus 
Respondent is unaware what Complainant reported to the receptionist and if she gave the 
receptionist enough information to understand the severity of the cat's condition. Respondent 
stated that their current employees do not recall scheduling this appointment but a receptionist 
was recently terminated on June 12" due to performance issues that had been discussed with 
her prior to this call, and not because of this call. 


8. Respondent stated that allow the premises was available by phone and email, Complainant 
did not reach out between June 1 — June 8 to report any update on the cat’s condition that 


may have alerted them that the cat needed to be seen sooner than June 9". 
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20-123, SARAH BERTHIAUME, DVM 


COMMITTEE DISCUSSION: 

The Committee discussed that this was an unfortunate set of circumstances. The call that 
Complainant made to the premises was not handled appropriately or as per protocol. It is 
unknown if it would have changed the outcome. 


This is a challenge in owning a business - receptionists often times do not have medical skills 
and/or knowledge, therefore are difficult to train to ensure a call is handled appropriately. 


The premises has made changes to ensure this situation does not happen again. Complainant is 
understandable upset regardless of the changes that the premises has made. However, the 
Committee did not feel there was a violation of the Veterinary Practice Act. 
COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 
The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE'S RECOMMENDED DISPOSITION: 

Motion: It was moved and seconded the Board: 

Dismiss this issue with no violation. 

Vote: The motion was approved with a vote of 4 to 0. 

The information contained in this report was obtained from the case file, which includes the 


complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other sources used to gather information for the investigation. 


TR 


Tracy A. Riendeau, CVT 
Investigative Division. 
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